
 

Nordia Guide for TRS Certification Renewal (July 2007) 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

FCC Recertification 
2007 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Nordia Guide for TRS Certification Renewal (July 2007) 2

 
 



 

Nordia Guide for TRS Certification Renewal (July 2007) 3

 
 
 

FCC Minimum Standard (§ 64.604) Meets Exceeds 

(a) Operational Standards     

  (1) Communications Assistant X  

  (2) Confidentiality and Conversation Content  X 

  (3) Type of Calls X  

  (4) Handling of Emergency Calls X  

  (5) STS Called Numbers X  

(b) Technical Standards   

  (1) ASCII and Baudot X  

  (2) Speed of Answer X  

  (3) Equal Access to Interexchange Carriers X  

  (4) TRS Facilities X  

  (5) Technology X  

.(c) Functional Standards   

  (1) Consumer Complaint Logs X  

  (2) Contact Persons X  

  (3) Public Access to Information X  

  (4) Rates X  

  (5) Jurisdictional Separation of Costs X  

  (6) Complaints X  

  (7) Treatment of TRS Customer Information X  
 
 
 
 
 
The mandatory minimum standards set forth in Section §64.604 of the 
Federal Communication Commission (FCC) TRS Certification. Nordia’s 
statement of compliance of the minimum standards is set forth in the 
attached document. 
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Operational Standards 
 

A.1: Communication Assistants (CA’s) 
 

Nordia has successfully adapted a practice to hire quality applicants for the 
CA position. Through our concentrated screening process Nordia covers the 
following: 

i. Telephone interview 
ii. Typing test 

iii. One on One Interview 
iv. Background/Reference check 

Nordia’s pre-employment screening and interviewing process ensures that 
candidates have acceptable, clear and articulate voice communication skills. 
This process ensures that only successful applicants are hired as CA’s at the 
relay call center. 
 
 
CA Training Process and Program 
 
The successful applicant will be trained in maintaining strong interpersonal 
skills, demonstrating sensitivity to our customers, spelling and grammar as 
well as maintaining a typing speed of 60 WPM. Through the training 
program at Nordia each new CA will be trained in all aspects of relay 
communications including ASL and its interpretation, Deaf Culture and 
awareness, confidentiality, ethics and relay etiquette.  
 
Nordia trainers use many different adult learning theories. They incorporate 
lecture, video, role playing, side-by-side listening, visual power point 
presentation and human interaction to inspire the CA to learn and adapt to 
this culture. The training program includes a presentation about Deaf 
Culture from a person who is deaf or hearing impaired and an ASL user as 
well as a presentation about the needs of people living with a hearing loss 
from a certified audiologist. Significant time is dedicated to ASL gloss and its 
interpretation. 
 
All CA’s must complete the initial training and is issued a proficiency test. A 
passing grade must be achieved before a CA can handle live calls. Quarterly 
testing during employment as well as random quality monitoring by Team 
Managers and Trainers will be conducted to ensure consistency and 
compliance with established standards. Nordia has developed written and 
auditory tests so that all CA’s meet the minimum standard for English 
fluency and to understand deaf people using limited English.   
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Nordia tests for typing, spelling and grammar requirements for both Spanish 
and English using a technological aid application. Typing speed is measured 
in two situations: auditory and written. The application is also used to re-test 
all CA’s on a quarterly basis.  
 
 
 
 
 
Nordia is sensitive to the specialized communication needs of relay users. As 
such, all employees at all levels who are involved in the delivery of the relay 
service receive the initial disability awareness training. In order to maintain 
our level of competency, Nordia continually updates all employees regularly 
on the deaf and disabled community and any other updates as needed. In 
addition, Nordia relies on its outreach programs to keep itself informed and 
aware of any new issues which may arise and which will be pertinent to the 
deaf and disabled community and will develop new training programs or 
refresher courses as needed.  
 
Nordia currently has an ongoing training program which has several 
objectives including: ensuring required level of competencies and skill sets 
are reached and maintained; update relay operators on system changes such 
as software changes or revised call handling procedures; and build upon the 
basic foundation of skills, attitude and knowledge of all areas pertaining to 
the service.  
 
Comprehensive STS training is also completed once those CA’s are identified. 
This training is delivered through role playing, video and audio presentation 
with the help of a STS user simulating calls. This allows for quality training 
that prepares the CA’s for the special requirements of the position. 
 
Please review Appendix A for an outline of Nordia’s TRS and Speech to Speech (STS) outline. 
 
VRS calls are available through Nordia’s myrelay.com website and are all 
being handled by Communication Access Center, a certified VRS provider. 
For more information on CAC please consult their web site at 
http://www.cacdhh.org  
 
IP calls are available through Nordia’s myrelay.com website and are all being 
handled through www.i711.com. This service allows for quality services 
offered to wireless, web, AIM and Call Me users. 
 
CA Monitoring Process 
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Nordia’s initial training program includes a module on Business Language. 
In that module the components of business language presented to CA’s are: 1) 
Business Vocabulary and Grammar; 2) Tone of Voice; 3) Articulation which 
includes clarity; 4) Rate of Speech; and 5) Questioning. 
 
Several learning activities with call simulations are conducted to focus on the 
development of business language. The capacity level of CA’s to use a 
business language including speaking clearly and in an articulate manner is 
tested with an observation grid addressing all the components. This 
requirement is a key service indicator measured for each CA throughout each 
month through distance or side-by-side quality monitoring. 
 
Monthly monitoring takes place on a formal grid to ensure that all FCC 
requirements and state contractual commitments are followed and 
maintained. This grid will help the CA understand and develop areas that 
require attention.  
 
 
The Quality grid follows the flow of a call and consists of the following: 

• Accuracy 
o Verbatim 

• Technical Efficiency 
o Answering convention and phrases   
o Introducing self and relay service 
o Activating Timer 
o Call control 
o Appropriate Hot Keys 
o IVR procedures 

• Quality 
o Professional tone, language and telephone manner 
o Understanding limited English 
o Call status “Keeping the customer informed” 
o Relaying session transparency 
o Respect Caller Profile 
o Typing and Spelling 

 
Please review Appendix B for a quality grid example. 
 
Nordia understands that continuity of service will significantly contribute to 
the privacy, efficiency and quality of all calls. Using a sophisticated work 
force management system, Nordia plans its human resources needs according 
to contractual obligations, actual experience and knowledge of the emotional 
and physical demands of the work performed by the CA’s. The capacity plan 
is prepared to address both short term and long term needs and is adjusted 
(daily, up to 15 minute intervals) to reflect changes in call volumes, staff 
attribution and actual service levels improvements. A dedicated team of 
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service assurance personnel ensures that all contractual and operational 
needs and service levels are met, 24 hours per day, 7 days per week. 
 
Nordia ensures that all CA’s remain on calls for a minimum of 10 minutes (15 
minutes for STS). The process includes the handing over of a Call to another 
CA or to a Team Manager.  There are two types of transfers: 

• The Blind Transfer is completed when the CA’s skill-set does not 
match the Caller’s preference, such as Spanish and-or a particular 
gender. The Blind transfer is done during the call set-up when the 
Caller’s preference becomes known.  

 
A skill-set describes the qualifications of the CA.  Skill-set is determined by 
language (English and-or Spanish), gender (Male or Female) or the job 
description either a Text Communication Assistant or Speech-to-Speech. 
 

• The Soft transfer is normally done during the relay conversation when 
a CA goes on break/lunch or is at the end of his or her shift.  The Soft 
transfer takes place at the workstation of the CA leaving the relay. A 
Soft transfer can also be done when a Caller asks to escalate a 
complaint to a Team Manager.  Complaint escalations are handled by 
Team Managers. 

 
All conversations between caller and called party remain in real time. 
Compliance is tested throughout the training program and is ensured once 
taking live calls through ongoing monthly monitoring and coaching.  

 
A.2: Confidentiality and Conversation Content 

 
Nordia understands that total confidentiality is paramount to the overall 
quality and success of a relay operation, ultimately leading to the credibility 
and reputation of the service provider. Only those that have signed the 
agreement of confidentiality are allowed in the call center area. In accordance 
with FCC regulations and State agreements, all information provided for the 
set up, including the customer database and any branding or profile 
information remains confidential and cannot be used for any other purposes.  
 
Nordia’s system does not allow anyone to access client information once the 
inbound party disconnects. No written, taped, recorded or other devices are 
allowed on the center floor. No one is permitted to watch or listen to actual 
calls except CA’s, Trainers and Team Managers for the purpose of relaying, 
assisting or monitoring the call for training or quality assurance purposes.  
 
No records of call content are kept after the inbound/originating call is 
terminated (with the exception of those records retained of an STS customer 
for the completion of subsequent calls). CA’s are prohibited from intentionally 
altering a relay conversation and to the extent that it is not inconsistent with 
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federal, state or local law regarding use of telephone company facilities for 
illegal purposes, must relay all conversation verbatim unless the relay user 
specifically requests summarization, or if the user requests interpretation of 
an ASL call.  
 
 
Nordia Code of Ethics 
 
Nordia’s Code of Ethics clearly deals with the pledge of confidentiality. This 
is in conjunction with the California Relay Service Confidentiality 
Agreement. The total confidentiality issue is an extremely important part of 
recruiting, hiring, training, ongoing coaching and quality monitoring 
programs. It is also clearly identified in the CA’s job profile. In the very 
lightly eventuality that a potential breach of confidentiality occurs, it can be 
identified by way of our employees reporting their suspicion, quality 
monitoring or formal complaint. In any event, all reported potential cases are 
fully investigated. Should a breach be proven, the CA or other personnel 
would be immediately terminated and depending on the level of information 
divulged, could be criminally charged. Each employee understands that they 
contribute to our long term success and that they are “Ambassadors” of 
Nordia’s reputation and credibility.  
 
Please see Appendix C for a copy of Nordia’s Code of Ethics 
 
 
 
 
 
Discussion of Calls 
 
CA’s shall not discuss among them or with their Team Managers any names 
or specifics of any relay call, except in instances of resolving a complaint.  
CA’s may discuss the general situation they need assistance with in order to 
clarify how to process a particular type of relay call.  CA’s shall be trained to 
ask questions about procedures without revealing specific information that 
will identify the parties on the call. 
 
Nordia strictly enforces (but not limited to) the following: 
 
CA’s: 

• Will not disclose any information, verbal or otherwise, regarding a 
caller or called party, except in life threatening circumstances or 
emergency situations; 

• Will not allow anyone to watch or listen to any call; 
• Except when performing Speech-to-Speech relay, will not bring any 

recording devices, including but not limited to, pens, pencils and 
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Personal Digital Assistants (PDA’s), into relay workspace. CA’s will 
not keep any written or electronic form of a conversation beyond the 
duration of the call, except as allowed for Speech-to-Speech Relay 
service; 

• Will not collect personal information; 
• Will not register my company as the caller’s CRS relay provider of 

choice without the expressed permission of the caller; 
• Understand that the FCC requires relaying of everything that is said 

by either party even if portions of the conversation are offensive 
personally; 

 
Nordia Facility: 

• CA’s enter via card access only; 
• Visitors are not permitted to enter the call center floor without the 

expressed written consent of signing the confidentiality agreement; 
• CA monitors are not visible from any window; 
• All stations have partitions that are soundproof and use noise 

reduction headsets; 
 
See Appendix D for a copy of the Confidentiality Agreement 
 

A.3: Types of Calls 
 
Nordia remains open 24 hours a day, 7 days a week for all services. Nordia’s 
CA’s are prohibited from refusing to place single or sequential calls or 
limiting the number of calls utilizing the relay service. Nordia provides all 
types of calls that are normally provided by telecommunications carriers 
including pay-per-call calls. Additional services include, standard voice, TTY, 
wireless devices, STS and IP (WRS). Nordia’s CA’s are explicitly trained to 
handle text-to-voice and voice-to-text, VCO, two-line VCO, VCO-to-TTY, VCO 
to VCO, HCO, two-line HCO, HCO-to-TTY and HCO-to-HCO calls.  
 
 
 
 
All calls normally handled by common carriers, including calls with 
termination that are local, intraLATA, Interstate, International (where 
applicable) and directory assistance are available. Billing for specialty calls 
as well as long distance carriers of choice is available to the caller when 
requested. 
 
Nordia’s technology will allow for all CA’s to use features such as call release 
and three-way calling. CA’s have a desktop application that will provide hot 
keys to notify callers that an IVR (Interactive Voice Recorder) or voicemail 
message has been encountered and to record the message(s). These 
recordings will be kept for the duration of the call only. Nordia’s system will 
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not impose charges for additional calls that are required to complete calls 
involving voice messages and interactive menus. 
 

A.4: Handling of Emergency Calls 
 
Nordia’s CA’s will answer all calls. As soon as the call is identified as being a 
911 emergency, it will be immediately transferred via an automated process 
(pre-programmed function). Nordia has selected and entered into an 
agreement with the FCC and CPUC approved, Common Carrier of Nordia’s 
choice, and establish interconnection to have this carrier determine the 
appropriate Public Service Answering Point (PSAP) and then route these 
calls for completion.  The Nordia system will automatically pass the calling 
number and called number “911” ANI information including a special code to 
indicate that the call was CRS originated. Nordia CA’s will ensure that the 
caller’s telephone number is passed on to PSAP even if the calling customers 
disconnects before being connected.  
 
See Appendix D-Emergency Call Procedure 
 

A.5: STS Called Numbers 
 
Nordia’s system allows for all STS users the option of maintaining a list of 
names and telephone number (phone book) which the STS caller uses at their 
discretion. When the STS user requests one of these names or numbers the 
CA repeats the name and telephone number to the STS user. This 
information can be transferred to any new STS provider if needed.  

 
(b) Technical Standards 
B.1 ASCII/Baudot 

 
Nordia’s system of telecommunications equipment supports Voice, 
TTY/Baudot, TTY/Turbo code, TTY/ASCII and computer/ASCII. This system 
automatically determines the transmission protocol being used by the users’ 
equipment. WCR will use TCP/IP. 
 

 
 
 
 
 
 
B.2 Speed of Answer 

 
Nordia through constant real time management monitors all incoming relay 
call traffic on a 15 minute interval basis. Every 15 minutes, the data is fed to 
a feeder which is used to quickly see the stats by call type. The stats are 
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loaded into an internal report which shows the calls offered, the calls 
answered, the average handle time, the average speed of answer and agent 
online time for every 15 minute interval for all services. Both IP and CRS 
calls are reported. These reports are used to build forecasted call volume 
trends weekly, daily, hourly and by 15 minute intervals which permit the 
construction of adequate staffing levels for projected call volumes to reduce 
possibilities of wait time during busy periods. The above calculations of the 
ASA include any abandoned calls encountered as well as designed to a P.01 
standard.  
 
Nordia using these accurately projected forecasts ensures 85% of the calls are 
answered in 10 seconds by an available agent. The time is defined as the time 
the trunks receive the calls from the LEC to the time they reach the agents in 
production. 
 
CRS calls are monitored to achieve the California Relay Service standard of 
3.3 seconds for voice/TTY and 7.0 seconds for STS calls. 
 
Nordia monitors the above conditions daily through the use of a third party 
consulting service which complies and prepares the daily and monthly data 
which is made available at month end. 
 

3) Equal Access to Interexchange Carriers 
 
Nordia has implemented in April 2006 a carrier-of-choice feature into its 
Relay systems and since then agents are able to identify the callers and calls 
that are requested to be process through a specific carrier. Calls are tagged 
with the appropriate carrier selected and kept in archive for billing.  
 
Since then, Nordia has initiated discussions with appropriate Inter-Exchange 
carriers based in California, because, as a call center provider based in 
Canada and not an IXC or LEC, Nordia requires the assistance of IXCs to 
provide call routing and billing functionality. Unfortunately, no agreement 
was achieved to this day, mainly due to the very low volume of such calls. An 
alternate manual billing process was also discussed with these companies, 
but was not feasible, again due to low volume and high cost of processing.  
 
Recent (summer 2007) development in Nordia’s Relay business conducted to 
a new possibility with Verizon to handle those calls for Nordia by inter-
connecting Nordia to Verizon’s point-of-presence in California with the help 
of Nordia’s telecommunication provider Bell Canada. Nordia and Verizon are 
currently working on this new opportunity to solve this issue. A final 
agreement and deployment plan is expected for the fourth quarter of 2007 
with target implementation date for the first quarter of 2008.  
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Nordia intends to keep both the FCC and the State of California updated on 
its progress to provide Equal Access to Interexchange Carriers on a regular 
basis.  

B.4 TRS Facilities 
 
Nordia provides Relay Services and Customer service 24 hours a day, 7 days 
a week year round. 
 
In the event of a power outage Nordia has several failsafe measures in place. 
For instance, for a power outage, Nordia makes use of a two level 
uninterruptible power system. The switch system and its peripherals, TRS 
platform room environmental, CA and Team Manager consoles/terminals, CA 
and Team Manager work site emergency lights, call detail recording, billing, 
profiles and the NMS PG or equivalent will benefit from the uninterruptible 
power system (generator) that is composed of a first level UPS modules. A 
power generator, ensuring that relay operations will never be compromised 
by a lack of power, will provide the second level of uninterruptible power.  
 

B.5 Technology 
 
HCO-Hearing Carry Over 
 

Nordia provides Hearing Carry Over (HCO) services. This service allows a 
user to listen directly to the called party and provide text responses through 
the CA back and forth. Nordia’s technology allows for the user to have a “call 
privacy” feature whereas the CA would not hear portions of the call. In 
addition to this modality, Nordia also offers HCO-HCO, HCO-TTY, two-line 
HCO calls and HCO-VCO calls.  

 
VCO-Voice Carry Over 
 

Nordia provides Voice Carry Over (VCO) services. This service allows a user 
to speak directly to the called party and receive text responses from the CA 
back and forth. Nordia’s technology allows for the user to have a “call 
privacy” feature whereas the CA would not hear portions of the call. In 
addition to this modality, Nordia also offers VCO-VCO, VCO-TTY, two-line 
VCO calls and VCO-HCO calls.  

 
Internet Relay Services 
 

Nordia provides a web-enabled product through www.myrelay.com. 
Additional services offered from the website www.i711.com allow users to 
connect with a called party through English and Spanish anywhere within 
the U.S.A. This service allows TRS users the flexibility and convenience of 
relaying interactively through growing and developing technology like 
AIM/CallMe/Wireless/web services/devices. 
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Video Relay Services 

 
VRS calls are available through Nordia’s www.myrelay.com website and are 
all being handled by Communication Access Center, a certified VRS provider. 
For more information on CAC please consult their web site at 
www.cacdhh.org 
 

 
 
 
Future Technology under Development 

 
Nordia, through its partnership with GoAmerica, an emerging provider in the 
expanding market of telecommunications services, has helped launch their 
innovative wireless and wireline access methods to both text and video relay 
services marketed under its i711® brand. 
 
Nordia is constantly working on adding new features and services however 
due to competition this information cannot be divulged at this time.  

 
B.6 Caller ID 
 

Nordia has made all necessary arrangements with its outbound carriers to 
provide the caller ANI and called party numbers to ensure that outbound 
calls are handled as if they originated from the users calling area.  

 
(c) Functional Standards 
C.1: Consumer Complaint Logs 
  

Nordia complies with this requirement by maintaining a separate 800 
number direct access to supervisory staff to offer comments and complaints 
and to receive relay related information.  
 
When a relay service customer files a complaint or comment, the information 
is documented in a format that includes investigation and resolution. A log of 
complaints and comments with the date the complaint/comment was filed, 
the nature of the complaint/comment, the date of resolution, and an 
explanation of the resolution. These reports are held confidentially and are 
submitted as requested and scheduled by the State and/or FCC. 
 

C.2: Contact Persons 
 
Nordia complies with this requirement. All information is available through 
CRS. 
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C.3: Public Access to Information 
 
Nordia has used a wide spectrum of media tools and materials that include 
but are not limited to brochures, flyers, business cards, wallet cards, stickers, 
magnets, pens and other materials. Other strategies have included: 

• Phone numbers published in local, regional and national 
directories 

• Workshops and displays at conferences  
• Advertising in strategic consumer and business newsletters  
 

 
 
 
 

C.4: Rates 
 
Nordia’s charges for relay services are no more than the charges paid for 
equivalent voice calls. With a very competitive rate of 10 cents per minute for 
interstate calls as well as affordable international calling rates (which vary 
by country) callers are only billed for conversation time. Those users who 
select a preferred interstate carrier of choice via the California Relay Service, 
will be charged and invoiced by the selected carrier. 
 

C.5: Jurisdictional Separation of Costs 
 
Nordia reports all intrastate and interstate minutes distinctly to the State of 
California and is stated on the invoice monthly. All international minutes are 
billed to NECA. All payment and recovery minimum standards are met by 
Nordia.  
 

C.6: Complaints 
 
Nordia welcomes and values customer input in order to continuously improve 
its service. Our separate 800-line provides customers with direct access to 
supervisory staff to offer comments or complaints and to receive relay related 
information. 
 
Nordia’s procedures to receive and respond to potential complaints meet all 
RFP requirements as well as those of the DDTP, the CRSAC, the FCC, the 
CPUC and any and all other regulatory and governmental bodies. Should a 
complaint be filed with or escalated to the FCC, Nordia will comply with 
these minimum standards expeditiously and thoroughly. 
 
Please see Appendix E for Nordia’s Complaint Procedure 
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C.7: Treatment of TRS Customer Information 
 
Nordia does not use customer profile data for any purpose with the exception 
of connecting the relay customer with called parties (and all other profile 
functions). Confidentiality and security of the data base is maintained. Items 
in the database include notes from the customer, carrier of choice, emergency 
numbers, blocked numbers, language type, slow typing and telephone book of 
frequently called numbers. Nordia agrees to comply with this minimum 
requirement in all future service transactions as needed. 
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FCC Recertification 

Appendix 
2007 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Appendix A-Nordia Training Schedule 
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Appendix D- Confidentiality Agreement 
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California Relay Service 
Confidentiality Agreement 

I __________________________________ do hereby recognize the serious and 
confidential nature of the California Relay Services.  I recognize the responsibility 
this places upon me and its bearing on my continued employment.  By agreeing to 
employment in a Communications Assistant, supervisor or customer service role, I 
agree to the following conditions: 

1. I will not disclose to any individual, including fellow Communication 
Assistants (CAs) Customer Service Representatives and supervisors, the 
identity of any caller or information I may acquire about a caller while 
relaying his/her conversation, except if the user is in life threatening 
circumstances or causes an emergency situation, or in instances of resolving a 
complaint. 

2. Under no circumstances will I act upon any information I may acquire while 
relaying conversations. 

3. I will not allow any individual to watch or listen while processing actual calls, 
except for authorized training and quality monitoring purposes. 

4. Except when performing Speech-to-Speech relay, I will not bring any 
recording devices, including but not limited to, pens, pencils and Personal 
Digital Assistants (PDAs), into relay workspace.  I will not keep any written 
or electronic form of a conversation beyond the duration of the call, except as 
allowed for Speech-to-Speech Relay service. 

5. Except for any information necessary for billing purposes or gathering caller 
preference or 711 information when requested by the caller, I will not collect 
nor use a caller’s personal information. 

6. I will not register my company as the caller’s CRS relay provider of choice 
without the expressed permission of the caller.  When explaining about a 
caller’s choice of relay providers I will strive to ensure that the caller receives 
a clear, accurate and forthright understanding of his or her options and of the 
registration process.  I will not engage in deceptive practices that result in 
obtaining a caller’s permission deceitfully. 

7. Under no circumstances will I reveal my relay operator number in 
conjunction with my name, or disclose to anyone the names, schedules or 
personal information of any fellow CA or supervisor working at the relay 
service. 

8. I understand that the FCC requires me to relay everything that is said by 
either party even if portions of the conversation are offensive to me 
personally. 

9. In the event of my resignation or termination of my employment, I will 
continue to hold in strictest confidence all information related to the work I 
have performed as a relay operator. 

I understand further that any of the above breaches in confidentiality will lead to 
disciplinary action up to and including immediate dismissal. 
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Signature: _____________________________________________ 

Print Name: ___________________________________________ 

Position: ______________________________________________ Date: _________________ 
 
Appendix D-Emergency Call Procedure 
 
The 9-1-1 or Public Safety Answering Point (PSAP) service is able to receive 
inbound Voice and TTY calls. The hearing disabled community is aware that 
the PSAP service should be contacted directly.   
 
Modalities not served by the PSAP service, such as VCO, HCO, ASCII, VRS, 
STS or WRS, must be handled by the Relay Service. 
 
Some emergency calls will be the result of Voice users dialing 7-1-1 
inadvertently instead of the pressing the 9-1-1 keys.   
 
No matter the reason for contacting the Relay Service centre, all emergency 
calls must be handled.  Here are the guidelines to follow when a call is an 
emergency: 
 

• At the request of the Caller contact a PSAP operator 
• Do not evaluate emergency situations, contact a PSAP service when in 

doubt 
• If the emergency call is transferred to a PSAP, the CA shall stay on the 

line as long as necessary to ensure that the PSAP operator has 
received the call 

• Allow the PSAP operator to deal with the emergency 
• Do not give advice 
• Do not ask questions 
• The CA may inform the answering PSAP operator  of the Caller’s 

disability, name and other information available from the Caller’s 
Customer Preference Profile  

• The CA may inform the answering PSAP operator the Caller’s call type 
– Example Voice Carryover 

• The CA does not have to be fully transparent if the PSAP operator or 
caller requests such non-transparency 

• The CA must identify themselves with ‘Relay operator speaking’ each 
time they are not relaying verbatim 
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• Whenever the CA is providing non-transparency service, the CA will 
immediately cease if asked to do so by either the Caller or PSAP 
operator.  

 
Each emergency call can be unique.  Follow the instructions of the PSAP 
operator and caller on a Call-by-Call basis. Doing Ctrl E and making an 
outbound call to a PSAP operator will bring up the Emergency Form after the 
call parties have hung up. If the caller hangs up (dropped call) before you can 
reach the PSAP operator then you must still contact the PSAP officer. 
 
 
Appendix E- Nordia Complaint Procedure 
 
This process is to be used by the Team Manager in charge and the Team 
Manager of the agent referred to. 
 
A: Team Manager in-charge responsibilities 
 

1. Team Manager in charge receives the opened complaint/commendation 
in CCMS or e-mail from the client and does research to find out who 
the Team Manager of the agent is.  

2. Team Manager in charge sends an e-mail with the following 
information to the agents Team Manager:  

• CCMS tracking number for agent complaint/commendation 
placed under investigation  

• Copy and paste comment/commendation as provided by the 
customer (agent id should be included of course)  

• Request for the Team Manager to provide coaching or positive 
feedback to the agent  

• Request for the Team Manager to notate CCMS ticket and close  
3. Team Manager in charge makes the notation that the ticket is under 

investigation pending an update from the agents Team Manager  
4. Team Manager in charge places the ticket under investigation for 

further finalizing by the agents Team Manager  
5. Team Manager in charge receives information from the Team Manager 

of the agent referred to, regarding the date and time that that coaching 
or positive feedback was provided, and responds via a return e-mail to 
the client with said information. 

  
 
B: Team Manager of agent referred to responsibilities  
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• Team Manager receives request from the Team Manager in charge 
• Team Manager removes the agent from the floor, provides coaching or 

positive feedback to the agent,  
• Team Manager sends a commendation communiqué on behalf of the 

agent to Communication Assistants, Team Managers, and to 
Operations.  

Team Manager enters notes into CCMS to the effect that coaching/positive 
feedback was provided to the agent on said date, adds the name of the Team 
Manager and then closes the ticket 
 
 


